
Environmental Quality Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

First Contact Resolution 

Environmental Quality

Top Number - Total Incidents

Bottom Number - FCR Met

Low Medium Total

Billing Billing None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Capitol 

Desktop 

Support

Mainframe None BlackBerry 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Mobile Devices Error iPhone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Low Medium Total

Capitol 

Desktop 

Support

Total 2
0

0
0

2
0

Diebold EIS Hardware Scanner None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Help Desk Application Reporting Novell 

GroupWise

1

1

0

0

1

1

Remedy 

Change 

1

1

0

0

1

1

Utah Master 

Directory

1

1

0

0

1

1

Total 3

3

0

0

3

3

Total 3

3

0

0

3

3

Print/Copy/Sca

n/Fax

Incident None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Telecom None Telephone 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1



Low Medium Total

Help Desk Total 5
5

0
0

5
5

Metro B 

Desktop 

Support

_No Tier 2 None Acrobat Reader 1

0

0

0

1

0

Adobe Acrobat 

8.0 

2

0

0

0

2

0

Microsoft 

Access 2003

1

0

0

0

1

0

Microsoft Office 

Professional 

1

0

0

0

1

0

Microsoft Word 1

0

0

0

1

0

None 10

0

0

0

10

0

Novell 

GroupWise

1

0

0

0

1

0

State Payroll 

Time Entry 

1

0

0

0

1

0

Total 18

0

0

0

18

0

Total 18

0

0

0

18

0

Application Error Acrobat Reader 1

1

0

0

1

1

Adobe Reader 1

1

0

0

1

1

ArcGIS Server 

Applications

1

0

0

0

1

0

Internet 

Explorer

6

5

0

0

6

5

McAfee 

VirusScan 

1

1

0

0

1

1



Low Medium Total

Metro B 

Desktop 

Support

Application Error Microsoft 

Access

1

1

0

0

1

1

Microsoft 

Access 2003

2

2

0

0

2

2

Microsoft Word 1

1

0

0

1

1

Mozilla Firefox 1

0

0

0

1

0

None 30

27

0

0

30

27

Novell 

GroupWise

8

7

0

0

8

7

Novell 

Messenger

1

0

0

0

1

0

PGP 1

1

0

0

1

1

Symantec 

AntiVirus

1

0

0

0

1

0

Total 56

47

0

0

56

47

None Microsoft 

Access

1

0

0

0

1

0

Microsoft 

Access 2007

1

0

0

0

1

0

Novell 

Messenger

1

0

0

0

1

0

PGP 1

0

0

0

1

0

Total 4

0

0

0

4

0

Password None 2

2

0

0

2

2



Low Medium Total

Metro B 

Desktop 

Support

Application Password Novell 

GroupWise

1

0

0

0

1

0

Total 3

2

0

0

3

2

Total 63

49

0

0

63

49

Network Error None 2

2

0

0

2

2

Total 2

2

0

0

2

2

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Password None 7

3

0

0

7

3

Total 7

3

0

0

7

3

Total 10

5

0

0

10

5

PC/Laptop Error None 3

3

0

0

3

3

Total 3

3

0

0

3

3

Hardware None 15

7

0

0

15

7

Total 15

7

0

0

15

7

Password None 3

1

0

0

3

1

Total 3

1

0

0

3

1



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Performance None 7

1

0

0

7

1

Total 7

1

0

0

7

1

Virus None 10

7

0

0

10

7

Total 10

7

0

0

10

7

Total 38

19

0

0

38

19

Print/Copy/Sca

n/Fax

Error Code None 4

3

0

0

4

3

Total 4

3

0

0

4

3

Incident None 7

3

0

0

7

3

Total 7

3

0

0

7

3

None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Queue None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Toner/Fuser/Ink None 4

1

0

0

4

1

Total 4

1

0

0

4

1

Total 17

9

0

0

17

9



Low Medium Total

Metro B 

Desktop 

Support

Total 146
82

0
0

146
82

Network 

Operations

Network Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Security _No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Application Error CA SiteMinder 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

1
0

2
0

Voice 

Operations

Telecom Feature None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Hardware Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Voice 

Operations

Telecom IP None 1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Voice Mail None 5

0

0

0

5

0

Telephone 1

0

0

0

1

0

Total 6

0

0

0

6

0

Total 11

0

0

0

11

0

Total 11
0

0
0

11
0

Voice/Data/WA

N Services

Telecom Call/Receive Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Total 169
87

1
0

170
87



Low Medium Total

Billing Billing None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1
1

0
0

1
1

Capitol 

Desktop 

Support

Mainframe None BlackBerry 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Mobile Devices Error iPhone 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 2
1

0
0

2
1

Diebold EIS Hardware Scanner None 1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Low Medium Total

Diebold EIS Hardware Scanner Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Help Desk Application Reporting Novell 

GroupWise

1

0

0

0

1

0

Remedy 

Change 

1

0

0

0

1

0

Utah Master 

Directory

1

0

0

0

1

0

Total 3

0

0

0

3

0

Total 3

0

0

0

3

0

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Telecom None Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 5
0

0
0

5
0

Metro B 

Desktop 

Support

_No Tier 2 None Acrobat Reader 1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0

0

0

2

0

Microsoft 

Access 2003

1

0

0

0

1

0

Microsoft Office 

Professional 

1

0

0

0

1

0

Microsoft Word 1

0

0

0

1

0

None 10

0

0

0

10

0

Novell 

GroupWise

1

0

0

0

1

0

State Payroll 

Time Entry 

1

0

0

0

1

0

Total 18

0

0

0

18

0

Total 18

0

0

0

18

0

Application Error Acrobat Reader 1

0

0

0

1

0

Adobe Reader 1

0

0

0

1

0

ArcGIS Server 

Applications

1

0

0

0

1

0

Internet 

Explorer

6

0

0

0

6

0

McAfee 

VirusScan 

1

0

0

0

1

0

Microsoft 

Access

1

0

0

0

1

0

Microsoft 

Access 2003

2

0

0

0

2

0



Low Medium Total

Metro B 

Desktop 

Support

Application Error Microsoft Word 1

0

0

0

1

0

Mozilla Firefox 1

0

0

0

1

0

None 30

0

0

0

30

0

Novell 

GroupWise

8

0

0

0

8

0

Novell 

Messenger

1

0

0

0

1

0

PGP 1

0

0

0

1

0

Symantec 

AntiVirus

1

0

0

0

1

0

Total 56

0

0

0

56

0

None Microsoft 

Access

1

0

0

0

1

0

Microsoft 

Access 2007

1

0

0

0

1

0

Novell 

Messenger

1

0

0

0

1

0

PGP 1

0

0

0

1

0

Total 4

0

0

0

4

0

Password None 2

0

0

0

2

0

Novell 

GroupWise

1

1

0

0

1

1

Total 3

1

0

0

3

1



Low Medium Total

Metro B 

Desktop 

Support

Application Total 63

1

0

0

63

1

Network Error None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Password None 7

0

0

0

7

0

Total 7

0

0

0

7

0

Total 10

0

0

0

10

0

PC/Laptop Error None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Hardware None 15

0

0

0

15

0

Total 15

0

0

0

15

0

Password None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Performance None 7

0

0

0

7

0

Total 7

0

0

0

7

0



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Virus None 10

0

0

0

10

0

Total 10

0

0

0

10

0

Total 38

0

0

0

38

0

Print/Copy/Sca

n/Fax

Error Code None 4

0

0

0

4

0

Total 4

0

0

0

4

0

Incident None 7

0

0

0

7

0

Total 7

0

0

0

7

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Queue None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Toner/Fuser/Ink None 4

0

0

0

4

0

Total 4

0

0

0

4

0

Total 17

0

0

0

17

0

Total 146
1

0
0

146
1

Network 

Operations

Network Incident None 1

0

0

0

1

0



Low Medium Total

Network 

Operations

Network Incident Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Security _No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Application Error CA SiteMinder 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

1
0

2
0

Voice 

Operations

Telecom Feature None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Hardware Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

IP None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Voice 

Operations

Telecom None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Voice Mail None 5

0

0

0

5

0

Telephone 1

0

0

0

1

0

Total 6

0

0

0

6

0

Total 11

0

0

0

11

0

Total 11
0

0
0

11
0

Voice/Data/WA

N Services

Telecom Call/Receive Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Total 169
3

1
0

170
3



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium Total

Billing Billing None None 1

21.26

0

0.00

1

21.26

Total 1

21.26

0

0.00

1

21.26

Total 1

21.26

0

0.00

1

21.26

Total 1
21.26

0
0.00

1
21.26

Capitol 

Desktop 

Support

Mainframe None BlackBerry 1

0.31

0

0.00

1

0.31

Total 1

0.31

0

0.00

1

0.31

Total 1

0.31

0

0.00

1

0.31

Mobile Devices Error iPhone 1

6.97

0

0.00

1

6.97

Total 1

6.97

0

0.00

1

6.97

Total 1

6.97

0

0.00

1

6.97

Total 2
3.64

0
0.00

2
3.64

Diebold EIS Hardware Scanner None 1

0.34

0

0.00

1

0.34



Low Medium Total

Diebold EIS Hardware Scanner Total 1

0.34

0

0.00

1

0.34

Total 1

0.34

0

0.00

1

0.34

Total 1
0.34

0
0.00

1
0.34

Help Desk Application Reporting Novell 

GroupWise

1

0.00

0

0.00

1

0.00

Remedy 

Change 

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

1

0.01

0

0.00

1

0.01

Total 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Print/Copy/Sca

n/Fax

Incident None 1

0.05

0

0.00

1

0.05

Total 1

0.05

0

0.00

1

0.05

Total 1

0.05

0

0.00

1

0.05

Telecom None Telephone 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 5
0.01

0
0.00

5
0.01

Metro B 

Desktop 

Support

_No Tier 2 None Acrobat Reader 1

0.00

0

0.00

1

0.00



Low Medium Total

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0.00

0

0.00

2

0.00

Microsoft 

Access 2003

1

0.00

0

0.00

1

0.00

Microsoft Office 

Professional 

1

0.00

0

0.00

1

0.00

Microsoft Word 1

0.00

0

0.00

1

0.00

None 10

0.00

0

0.00

10

0.00

Novell 

GroupWise

1

0.00

0

0.00

1

0.00

State Payroll 

Time Entry 

1

0.00

0

0.00

1

0.00

Total 18

0.00

0

0.00

18

0.00

Total 18

0.00

0

0.00

18

0.00

Application Error Acrobat Reader 1

0.00

0

0.00

1

0.00

Adobe Reader 1

0.00

0

0.00

1

0.00

ArcGIS Server 

Applications

1

0.00

0

0.00

1

0.00

Internet 

Explorer

6

0.00

0

0.00

6

0.00

McAfee 

VirusScan 

1

0.00

0

0.00

1

0.00

Microsoft 

Access

1

0.00

0

0.00

1

0.00

Microsoft 

Access 2003

2

0.00

0

0.00

2

0.00



Low Medium Total

Metro B 

Desktop 

Support

Application Error Microsoft Word 1

0.00

0

0.00

1

0.00

Mozilla Firefox 1

0.00

0

0.00

1

0.00

None 30

0.00

0

0.00

30

0.00

Novell 

GroupWise

8

0.00

0

0.00

8

0.00

Novell 

Messenger

1

0.00

0

0.00

1

0.00

PGP 1

0.00

0

0.00

1

0.00

Symantec 

AntiVirus

1

0.00

0

0.00

1

0.00

Total 56

0.00

0

0.00

56

0.00

None Microsoft 

Access

1

0.00

0

0.00

1

0.00

Microsoft 

Access 2007

1

0.00

0

0.00

1

0.00

Novell 

Messenger

1

0.00

0

0.00

1

0.00

PGP 1

0.00

0

0.00

1

0.00

Total 4

0.00

0

0.00

4

0.00

Password None 2

0.00

0

0.00

2

0.00

Novell 

GroupWise

1

1.30

0

0.00

1

1.30

Total 3

0.43

0

0.00

3

0.43



Low Medium Total

Metro B 

Desktop 

Support

Application Total 63

0.02

0

0.00

63

0.02

Network Error None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Incident None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Password None 7

0.00

0

0.00

7

0.00

Total 7

0.00

0

0.00

7

0.00

Total 10

0.00

0

0.00

10

0.00

PC/Laptop Error None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Hardware None 15

0.00

0

0.00

15

0.00

Total 15

0.00

0

0.00

15

0.00

Password None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Performance None 7

0.00

0

0.00

7

0.00

Total 7

0.00

0

0.00

7

0.00



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Virus None 10

0.00

0

0.00

10

0.00

Total 10

0.00

0

0.00

10

0.00

Total 38

0.00

0

0.00

38

0.00

Print/Copy/Sca

n/Fax

Error Code None 4

0.03

0

0.00

4

0.03

Total 4

0.03

0

0.00

4

0.03

Incident None 7

0.00

0

0.00

7

0.00

Total 7

0.00

0

0.00

7

0.00

None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Queue None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Toner/Fuser/Ink None 4

0.00

0

0.00

4

0.00

Total 4

0.00

0

0.00

4

0.00

Total 17

0.01

0

0.00

17

0.01

Total 146
0.01

0
0.00

146
0.01

Network 

Operations

Network Incident None 1

0.00

0

0.00

1

0.00



Low Medium Total

Network 

Operations

Network Incident Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1
0.00

0
0.00

1
0.00

Security _No Tier 2 None None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Application Error CA SiteMinder 1

0.48

0

0.00

1

0.48

Total 1

0.48

0

0.00

1

0.48

Total 1

0.48

0

0.00

1

0.48

Total 1
0.48

1
0.00

2
0.24

Voice 

Operations

Telecom Feature None 1

0.18

0

0.00

1

0.18

Total 1

0.18

0

0.00

1

0.18

Hardware Telephone 1

0.13

0

0.00

1

0.13

Total 1

0.13

0

0.00

1

0.13

IP None 1

0.20

0

0.00

1

0.20

Total 1

0.20

0

0.00

1

0.20



Low Medium Total

Voice 

Operations

Telecom None None 2

0.16

0

0.00

2

0.16

Total 2

0.16

0

0.00

2

0.16

Voice Mail None 5

0.21

0

0.00

5

0.21

Telephone 1

0.08

0

0.00

1

0.08

Total 6

0.19

0

0.00

6

0.19

Total 11

0.18

0

0.00

11

0.18

Total 11
0.18

0
0.00

11
0.18

Voice/Data/WA

N Services

Telecom Call/Receive Telephone 1

0.22

0

0.00

1

0.22

Total 1

0.22

0

0.00

1

0.22

Total 1

0.22

0

0.00

1

0.22

Total 1
0.22

0
0.00

1
0.22

Total 169
0.20

1
0.00

170
0.19



Low Medium Total

Billing Billing None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1
1

0
0

1
1

Capitol 

Desktop 

Support

Mainframe None BlackBerry 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Mobile Devices Error iPhone 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 2
1

0
0

2
1

Diebold EIS Hardware Scanner None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Low Medium Total

Diebold EIS Hardware Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Help Desk Application Reporting Novell 

GroupWise

1

0

0

0

1

0

Remedy 

Change 

1

0

0

0

1

0

Utah Master 

Directory

1

0

0

0

1

0

Total 3

0

0

0

3

0

Total 3

0

0

0

3

0

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Telecom None Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 5
0

0
0

5
0

Metro B 

Desktop 

Support

_No Tier 2 None Acrobat Reader 1

0

0

0

1

0

Adobe Acrobat 

8.0 

2

0

0

0

2

0



Low Medium Total

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Access 2003

1

0

0

0

1

0

Microsoft Office 

Professional 

1

0

0

0

1

0

Microsoft Word 1

0

0

0

1

0

None 10

1

0

0

10

1

Novell 

GroupWise

1

0

0

0

1

0

State Payroll 

Time Entry 

1

0

0

0

1

0

Total 18

1

0

0

18

1

Total 18

1

0

0

18

1

Application Error Acrobat Reader 1

0

0

0

1

0

Adobe Reader 1

0

0

0

1

0

ArcGIS Server 

Applications

1

0

0

0

1

0

Internet 

Explorer

6

0

0

0

6

0

McAfee 

VirusScan 

1

0

0

0

1

0

Microsoft 

Access

1

0

0

0

1

0

Microsoft 

Access 2003

2

0

0

0

2

0

Microsoft Word 1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

Application Error Mozilla Firefox 1

0

0

0

1

0

None 30

6

0

0

30

6

Novell 

GroupWise

8

1

0

0

8

1

Novell 

Messenger

1

0

0

0

1

0

PGP 1

0

0

0

1

0

Symantec 

AntiVirus

1

0

0

0

1

0

Total 56

7

0

0

56

7

None Microsoft 

Access

1

0

0

0

1

0

Microsoft 

Access 2007

1

0

0

0

1

0

Novell 

Messenger

1

0

0

0

1

0

PGP 1

0

0

0

1

0

Total 4

0

0

0

4

0

Password None 2

0

0

0

2

0

Novell 

GroupWise

1

0

0

0

1

0

Total 3

0

0

0

3

0

Total 63

7

0

0

63

7



Low Medium Total

Metro B 

Desktop 

Support

Network Error None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Password None 7

0

0

0

7

0

Total 7

0

0

0

7

0

Total 10

0

0

0

10

0

PC/Laptop Error None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Hardware None 15

1

0

0

15

1

Total 15

1

0

0

15

1

Password None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Performance None 7

0

0

0

7

0

Total 7

0

0

0

7

0

Virus None 10

1

0

0

10

1



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Virus Total 10

1

0

0

10

1

Total 38

2

0

0

38

2

Print/Copy/Sca

n/Fax

Error Code None 4

0

0

0

4

0

Total 4

0

0

0

4

0

Incident None 7

0

0

0

7

0

Total 7

0

0

0

7

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Queue None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Toner/Fuser/Ink None 4

1

0

0

4

1

Total 4

1

0

0

4

1

Total 17

1

0

0

17

1

Total 146
11

0
0

146
11

Network 

Operations

Network Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Network 

Operations

Network Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Security _No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Application Error CA SiteMinder 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

1
0

2
0

Voice 

Operations

Telecom Feature None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Hardware Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

IP None 1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 2

0

0

0

2

0



Low Medium Total

Voice 

Operations

Telecom None Total 2

0

0

0

2

0

Voice Mail None 5

0

0

0

5

0

Telephone 1

0

0

0

1

0

Total 6

0

0

0

6

0

Total 11

0

0

0

11

0

Total 11
0

0
0

11
0

Voice/Data/WA

N Services

Telecom Call/Receive Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Total 169
13

1
0

170
13



Low Medium Total

Billing Billing None None 1

45.08

0

0.00

1

45.08

Total 1

45.08

0

0.00

1

45.08

Total 1

45.08

0

0.00

1

45.08

Total 1
45.08

0
0.00

1
45.08

Capitol 

Desktop 

Support

Mainframe None BlackBerry 1

0.31

0

0.00

1

0.31

Total 1

0.31

0

0.00

1

0.31

Total 1

0.31

0

0.00

1

0.31

Mobile Devices Error iPhone 1

66.12

0

0.00

1

66.12

Total 1

66.12

0

0.00

1

66.12

Total 1

66.12

0

0.00

1

66.12

Total 2
33.21

0
0.00

2
33.21

Diebold EIS Hardware Scanner None 1

3.38

0

0.00

1

3.38

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Low Medium Total

Diebold EIS Hardware Scanner Total 1

3.38

0

0.00

1

3.38

Total 1

3.38

0

0.00

1

3.38

Total 1
3.38

0
0.00

1
3.38

Help Desk Application Reporting Novell 

GroupWise

1

0.00

0

0.00

1

0.00

Remedy 

Change 

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

1

0.47

0

0.00

1

0.47

Total 3

0.16

0

0.00

3

0.16

Total 3

0.16

0

0.00

3

0.16

Print/Copy/Sca

n/Fax

Incident None 1

0.47

0

0.00

1

0.47

Total 1

0.47

0

0.00

1

0.47

Total 1

0.47

0

0.00

1

0.47

Telecom None Telephone 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 5
0.19

0
0.00

5
0.19

Metro B 

Desktop 

Support

_No Tier 2 None Acrobat Reader 1

0.00

0

0.00

1

0.00



Low Medium Total

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0.00

0

0.00

2

0.00

Microsoft 

Access 2003

1

0.00

0

0.00

1

0.00

Microsoft Office 

Professional 

1

0.00

0

0.00

1

0.00

Microsoft Word 1

0.00

0

0.00

1

0.00

None 10

1.86

0

0.00

10

1.86

Novell 

GroupWise

1

0.00

0

0.00

1

0.00

State Payroll 

Time Entry 

1

0.00

0

0.00

1

0.00

Total 18

1.03

0

0.00

18

1.03

Total 18

1.03

0

0.00

18

1.03

Application Error Acrobat Reader 1

1.60

0

0.00

1

1.60

Adobe Reader 1

0.00

0

0.00

1

0.00

ArcGIS Server 

Applications

1

0.00

0

0.00

1

0.00

Internet 

Explorer

6

0.19

0

0.00

6

0.19

McAfee 

VirusScan 

1

0.00

0

0.00

1

0.00

Microsoft 

Access

1

0.00

0

0.00

1

0.00

Microsoft 

Access 2003

2

1.06

0

0.00

2

1.06



Low Medium Total

Metro B 

Desktop 

Support

Application Error Microsoft Word 1

0.00

0

0.00

1

0.00

Mozilla Firefox 1

0.00

0

0.00

1

0.00

None 30

3.03

0

0.00

30

3.03

Novell 

GroupWise

8

1.80

0

0.00

8

1.80

Novell 

Messenger

1

0.00

0

0.00

1

0.00

PGP 1

0.00

0

0.00

1

0.00

Symantec 

AntiVirus

1

0.00

0

0.00

1

0.00

Total 56

1.97

0

0.00

56

1.97

None Microsoft 

Access

1

0.00

0

0.00

1

0.00

Microsoft 

Access 2007

1

0.00

0

0.00

1

0.00

Novell 

Messenger

1

0.00

0

0.00

1

0.00

PGP 1

0.00

0

0.00

1

0.00

Total 4

0.00

0

0.00

4

0.00

Password None 2

0.00

0

0.00

2

0.00

Novell 

GroupWise

1

1.41

0

0.00

1

1.41

Total 3

0.47

0

0.00

3

0.47



Low Medium Total

Metro B 

Desktop 

Support

Application Total 63

1.77

0

0.00

63

1.77

Network Error None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Incident None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Password None 7

0.00

0

0.00

7

0.00

Total 7

0.00

0

0.00

7

0.00

Total 10

0.00

0

0.00

10

0.00

PC/Laptop Error None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Hardware None 15

1.19

0

0.00

15

1.19

Total 15

1.19

0

0.00

15

1.19

Password None 3

0.14

0

0.00

3

0.14

Total 3

0.14

0

0.00

3

0.14

Performance None 7

0.00

0

0.00

7

0.00

Total 7

0.00

0

0.00

7

0.00



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Virus None 10

1.88

0

0.00

10

1.88

Total 10

1.88

0

0.00

10

1.88

Total 38

0.98

0

0.00

38

0.98

Print/Copy/Sca

n/Fax

Error Code None 4

1.45

0

0.00

4

1.45

Total 4

1.45

0

0.00

4

1.45

Incident None 7

0.00

0

0.00

7

0.00

Total 7

0.00

0

0.00

7

0.00

None None 1

0.07

0

0.00

1

0.07

Total 1

0.07

0

0.00

1

0.07

Queue None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Toner/Fuser/Ink None 4

1.96

0

0.00

4

1.96

Total 4

1.96

0

0.00

4

1.96

Total 17

0.77

0

0.00

17

0.77

Total 146
1.24

0
0.00

146
1.24

Network 

Operations

Network Incident None 1

0.00

0

0.00

1

0.00



Low Medium Total

Network 

Operations

Network Incident Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1
0.00

0
0.00

1
0.00

Security _No Tier 2 None None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Application Error CA SiteMinder 1

2.36

0

0.00

1

2.36

Total 1

2.36

0

0.00

1

2.36

Total 1

2.36

0

0.00

1

2.36

Total 1
2.36

1
0.00

2
1.18

Voice 

Operations

Telecom Feature None 1

1.42

0

0.00

1

1.42

Total 1

1.42

0

0.00

1

1.42

Hardware Telephone 1

0.13

0

0.00

1

0.13

Total 1

0.13

0

0.00

1

0.13

IP None 1

0.22

0

0.00

1

0.22

Total 1

0.22

0

0.00

1

0.22



Low Medium Total

Voice 

Operations

Telecom None None 2

0.29

0

0.00

2

0.29

Total 2

0.29

0

0.00

2

0.29

Voice Mail None 5

0.48

0

0.00

5

0.48

Telephone 1

0.12

0

0.00

1

0.12

Total 6

0.42

0

0.00

6

0.42

Total 11

0.44

0

0.00

11

0.44

Total 11
0.44

0
0.00

11
0.44

Voice/Data/WA

N Services

Telecom Call/Receive Telephone 1

1.15

0

0.00

1

1.15

Total 1

1.15

0

0.00

1

1.15

Total 1

1.15

0

0.00

1

1.15

Total 1
1.15

0
0.00

1
1.15

Total 169
1.81

1
0.00

170
1.79

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000151215

Yes  12.73TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000152733

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000153845

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe Acrobat 8.0 ProfessionalINC000000154434

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe Acrobat 8.0 ProfessionalINC000000154441

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Access 2003INC000000154972



No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155007

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155502

No  5.89TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Office Professional 2007INC000000155648

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155789

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:State Payroll Time Entry System / Employee Self-ServiceINC000000155837

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000156397

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft WordINC000000156625

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000157487

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000158362

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Acrobat ReaderINC000000158379

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000159417

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000159576

No  0.00TTR:TTR Missed:Security Medium ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000160168

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application

Application NoError  0.00TIR:TIR Missed:NoneINC000000143961

Yes  14.32TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000148296

No  4.59TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000149295

Yes  14.23TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000149403

Yes  13.65TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000150626

No  1.46TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000151883

No  4.86TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000151884

Yes  6.68TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000151891

Yes  6.64TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000152542

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000152550

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality



Application NoError  0.00TIR:TIR Missed:NoneINC000000152698

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000153412

No  0.45TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000153415

No  0.45TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoReporting  0.00TIR:TIR Missed:Remedy Change ManagementINC000000153461

No  0.00TTR:TTR Missed:Help Desk Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000154358

Yes  8.42TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000154709

No  0.41TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:PGPINC000000155013

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000155412

No  4.06TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Acrobat ReaderINC000000155413

No  1.60TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:ArcGIS Server ApplicationsINC000000155801

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoPassword  0.00TIR:TIR Missed:NoneINC000000155803

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Microsoft Access 2003INC000000156203

No  1.98TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application YesPassword  1.30TIR:TIR Missed:Novell GroupWiseINC000000156264

No  1.41TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000156277

No  1.31TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000156427

No  4.37TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000156752

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000156801

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000156816

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000156846

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000156847

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000157669

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Adobe ReaderINC000000157796

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Microsoft AccessINC000000158197

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoReporting  0.01TIR:TIR Missed:Utah Master DirectoryINC000000158649

No  0.47TTR:TTR Missed:Help Desk Low ResolvedEnvironmental Quality



Application NoError  0.00TIR:TIR Missed:NoneINC000000158700

No  1.90TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000158787

Yes  7.93TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000160182

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoNone  0.00TIR:TIR Missed:Novell MessengerINC000000160675

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Mozilla FirefoxINC000000160682

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoNone  0.00TIR:TIR Missed:PGPINC000000160719

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000160827

No  0.33TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Symantec AntiVirusINC000000161027

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000161149

No  1.10TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000161179

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000161180

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Microsoft WordINC000000161199

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.48TIR:TIR Missed:CA SiteMinderINC000000161498

No  2.36TTR:TTR Missed:Security Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000161695

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoReporting  0.00TIR:TIR Missed:Novell GroupWiseINC000000161765

No  0.00TTR:TTR Missed:Help Desk Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000161864

No  0.70TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000162159

No  0.82TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000162196

No  0.18TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoNone  0.00TIR:TIR Missed:Microsoft AccessINC000000162293

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell MessengerINC000000162828

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoNone  0.00TIR:TIR Missed:Microsoft Access 2007INC000000163161

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000163375

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000163456

No  2.38TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000163986

No  1.64TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality



Application NoError  0.00TIR:TIR Missed:Microsoft Access 2003INC000000164023

No  0.14TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000164204

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000164295

No  2.22TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:McAfee VirusScan EnterpriseINC000000164776

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000164915

No  0.30TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000164946

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000165205

No  1.07TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoPassword  0.00TIR:TIR Missed:NoneINC000000165305

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000165312

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Billing

Billing YesNone  21.26TIR:TIR Missed:NoneINC000000159646

Yes  45.08TTR:TTR Missed:Billing Low ResolvedEnvironmental Quality

EIS Hardware

EIS Hardware NoScanner  0.34TIR:TIR Missed:NoneINC000000162878

No  3.38TTR:TTR Missed:Diebold Low ResolvedEnvironmental Quality

Mainframe

Mainframe NoNone  0.31TIR:TIR Missed:BlackBerryINC000000159085

No  0.31TTR:TTR Missed:Capitol Desktop Support Low ClosedEnvironmental Quality

Mobile Devices

Mobile Devices YesError  6.97TIR:TIR Missed:iPhoneINC000000145586

Yes  66.12TTR:TTR Missed:Capitol Desktop Support Low ResolvedEnvironmental Quality

Network

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000153838

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000154737

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000155000

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000155628

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000155635

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000156823

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000157928

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoError  0.00TIR:TIR Missed:NoneINC000000161634

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Network NoError  0.00TIR:TIR Missed:NoneINC000000161755



No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000162199

No  0.00TTR:TTR Missed:Network Operations Low ResolvedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000164277

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000152110

No  0.49TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000152146

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000152153

No  2.92TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000152336

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000152447

No  4.92TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000152711

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000152716

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000152917

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000152968

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000152972

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000154855

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000154980

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000155626

No  0.83TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000156759

No  1.87TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000156941

Yes  9.54TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000156961

Yes  9.31TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157463

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157480

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157578

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157791

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000158060

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality



PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000158355

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000158841

No  0.20TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000159443

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000159700

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000160703

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000160750

No  5.63TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000161195

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000161326

No  0.43TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000162805

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000163093

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000163342

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPassword  0.00TIR:TIR Missed:NoneINC000000163368

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000164116

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000165238

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000165457

No  0.93TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000165680

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000165767

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoError Code  0.13TIR:TIR Missed:NoneINC000000139102

No  0.14TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000152466

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000153945

No  0.07TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000154539

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000155016

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000155798

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000156392



No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000156808

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157690

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000159427

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000160163

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000160753

No  5.67TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000162726

Yes  6.85TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.05TIR:TIR Missed:NoneINC000000162848

No  0.47TTR:TTR Missed:Help Desk Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoQueue  0.00TIR:TIR Missed:NoneINC000000163277

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000164926

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000164937

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000165747

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Telecom

Telecom NoCall/Receive  0.22TIR:TIR Missed:TelephoneINC000000151851

No  1.15TTR:TTR Missed:Voice/Data/WAN Services Low ClosedEnvironmental Quality

Telecom NoNone  0.09TIR:TIR Missed:NoneINC000000153267

No  0.34TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoVoice Mail  0.68TIR:TIR Missed:NoneINC000000153397

No  0.68TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoNone  0.24TIR:TIR Missed:NoneINC000000153460

No  0.24TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoVoice Mail  0.15TIR:TIR Missed:NoneINC000000153482

No  0.15TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoHardware  0.13TIR:TIR Missed:TelephoneINC000000153519

No  0.13TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoVoice Mail  0.12TIR:TIR Missed:NoneINC000000153537

No  1.29TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoNone  0.00TIR:TIR Missed:TelephoneINC000000155184

No  0.00TTR:TTR Missed:Help Desk Low ClosedEnvironmental Quality

Telecom NoFeature  0.18TIR:TIR Missed:NoneINC000000157206

No  1.42TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoVoice Mail  0.08TIR:TIR Missed:TelephoneINC000000159698

No  0.12TTR:TTR Missed:Voice Operations Low ResolvedEnvironmental Quality

Telecom NoVoice Mail  0.07TIR:TIR Missed:NoneINC000000159747

No  0.17TTR:TTR Missed:Voice Operations Low ResolvedEnvironmental Quality

Telecom NoIP  0.20TIR:TIR Missed:NoneINC000000161776

No  0.22TTR:TTR Missed:Voice Operations Low ResolvedEnvironmental Quality



Telecom NoVoice Mail  0.05TIR:TIR Missed:NoneINC000000163124

No  0.09TTR:TTR Missed:Voice Operations Low ResolvedEnvironmental Quality


